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Module Objectives

B Lesson 1: Access SRM Application

Lesson 2: Browse Request Categories and Sub-
Categories

Lesson 3: Overview of SRM Menu Bar Features

Lesson 4: Search Service Requests
Lesson 4: Overview of My Requests

Lesson 5: Overview of Popular Links and Favorites



Lesson 1
Access SRM Application
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o ITSM SRMS Login /

Access the ITSM Service Request Management System by
going to www.otech.ca.gov and clicking on the Service
Desk tab, then ITSM SRMS Login.



http://www.otech.ca.gov/

Lesson 1
Access SRF Application
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Service Management

Please log in.

User Name |

When you open Service Regquest Management
application from a web browser link or a URL, the SRM
application Login page is displayed. Enter your case-
sensitive username and password, then click Log In.



Lesson 2
Browse Request Categories and Sub-Categories 3
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BMC Service Request Management

Request Service

( |A ] " Popular

All Categories

Dept of Technology Employee Services Sub-Categories »
Infrastructure Services

Network Services

Software Services

Email / Mobile Services

Professional Services

Service Desk Services
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Other Services

Upon successful login you will have access to the
Categories, Sub-Categories, Service Requests,
Preferences, Favorites, Popular Links, Settings, and
various other tools to help you create service requests and
manage them. -



Lesson 2
Browse Request Categories and Sub-Categories
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BMC Service Request Management

Request Service

All Categories

Dept of Technology Employee Services
Infrastructure Services

Network Services

Software Services

Email / Mobile Services

Professional Services

Service Desk Services

oY NEe >l

Other Services

Notice that the Browse button is clicked by default for you
when you land on the SRM console. The Browse button
links to request categories that are available to you.



Lesson 2
Browse Request Categories and Sub-Categories ry....
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Other Services

When you select a category, you can view the list of
requests grouped under it.



Lesson 2
Browse Request Categories and Sub-Categories ry....

BMC Service Request Management

Request Service
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Network Services
Software Services
Email/ Mobile Services
Professional Services

Service Desk Services
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Other Services

Depending on which department you work for, you may
or may not see Sub-Categories available to you.



Lesson 2
Browse Request Categories and Sub-Categories ...

BMC Service Request Management

Request Service
p : _
{ Q) " Popular Browse
— Q Sub- ( )
@ ocot of Technology Employee Services Categories of
Building Services Employee Sub-Categories »
Staff Movement Services

Voice Services

The Sub-Categories view allows you to browse all the
services available under a specific category. For
example, this screen shows the sub-categories available
under Employee Services. From the Sub-Categories
view, you can further narrow your list by clicking the
appropriate sub-category.



Browse Request Categories and Sub-Categories .
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Sub-Categories »

:ﬁ Software Services

= Email/ Mobile Services
# i Professional Services

¥ gervice Desk Services
" Other Services

Available Reguests

Add/Remove Real Server from OTech- 258 RACF Customer Authorization Form
Managed Server Farm -3 Description:
= -,
. ) gem—=we This request is to add or delete persons autheorized to coordinate
ADDM ScanfDiscovery Exclusion Request 5= == | mainframe access for their agency.
Admin/RDP Access to Windows Server(s) |y
| - |
AT¥ Server Build and Maintenance
CalClowd Portal User List Maintenance = &% Add to Favorites | |3y Request Mow | s AddTo Cart |

Once a category is chosen, the available requests for
that category are displayed below.
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Lesson 3
Overview of SRF Menu Bar Features
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The Menu bar consists of
icons and links for the
following:

Cart: to view requests for
submissions

Home: To return back to the
SRM Home Page

Help: to view online help
Settings: to modify
preferences or switch to
another user

Logout: to log out of SRM

Request ID:  REQOO000Z2099751
Submitted: 12/16/2015 2:49:24 PM
For: Carri Stokes

Status: Cancelled

Request Again | Details

Remedy/TTSM Application Conhguration
Request ID: REQOO0002087591
Submitted: 9/17/2015 3:38:41 PM
For: Carri Stokes
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Lesson 4
Search Service Requests

#TERY L California
ii:7:1 ] DEPARTMENT OF TECHNOLOGY

Request Service

( firewall - Favontes ~ l.i“' Popular :i: Browse )

firewall request

firewall request form ) ;
cfirewall request firewall |ee Services Sub-Categories »
firewall change request Search result

firewall config
firgwall modification form
"Hfirewall form

firewsll poorts
w

firewall (new) L window

m Professional Services
e Service Desk Services

e Other Services

The Search field enables users to find matching requests
using the type-ahead functionality. When a user begins to
type in the Search field, the application displays

suggestions in a type-ahead list below the Search field.
12



Lesson 4
Search Service Requests
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,::ﬁre\l,.all (| ’ Favontes - (“I Popular i Browse )

No knowledge ayticles to display

Requests
4 IP Address Services for OTech Devices B‘j E Firewsll (new)
Bssign an IP Address, return an IP Address, or other IP Request for firewall configuration additions, changes,
Address sarvice for Gold Camp devices (134000 and delstions for access control to servers and networks
205,225 0. LSiMNg...
Ii Open Systems Storage (MAS) Request MmiﬂﬂFﬂthSﬂ*ﬂ{ﬁ]
"~ Request new allocation of storage resources for open =8 |Jzed to request administrative credentials on a Windows
zystems, Refer to the zarver managed by OTach. (Note: This reguest doss not

COVEr ...

Click the magnifying glass after selecting the keyword you
want to search for. SRM will present a screen similar to the
one above displaying services requests that match your
keyword search. Click on the link to navigate to the SR.
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Lesson 4
Search Service Requests

The Search field located
under My Requests
allows you to search
using keywords from
your existing service
requests. For example,

Request ID:  REQO00002099751

Submitted:  12/16/2015 2:49:24 PM the screen shows the
For: Carri Stokes . . .
Status:  Cancelled SRM application filtered
Reqguest Agan | Details .

i the service requests to
Remedy/ITSM Application Configuration display on the keyword
Request ID:  REQO00002087691
Submitted:  9/17/2015 3:38:41 PM “Remedy”_
For: Carri Stokes
Status: Closed

Request Again | Details
14



Lesson 4
View My Requests

#TERY L California
ii:7:1 ] DEPARTMENT OF TECHNOLOGY

My Requesis B~
T ———TE— The SRM Application’s My
= IS Requests section displays
RermedyTSM Appicaion onfurstn a list of requests that are
s S S3a submitted by you and, if
T et o any, requests that are
OTech Projcs support rp CRQ ot . submitted on your behalf
o G by another user. It can
f— also display all requests
e AR for your department by
S i choosing the All Requests
— view.
Kicked out of Citroe

Request ID:  REQOO0002073453
submitted: 7/6/2015 10:43:24 AM
For: Carri Stokes

Status: Closed

Details 15



View My Requests

Lesson 4

All

All

Open and draft requests

& Requests needing attention

= Recently closed requests

| Requests closed since last login
4 Closad reguests

{clear)

Request ID:

Submitted: B/24/2015 1:08:00 PM
For: Carri Stokes
Status: Closad

REQO00002082713

Detmils

Meed access to Remedy Traning account=s. .

Request ID:  REQOO0002079831
Submitted: B/8/2015 3:35:04 FM
For: Carri Stokes

Status: Closed

Deimils

Your first four most
recent requests are
visible per page. To
view other requests by
status type, select one
of the options from the
My Requests Show list.
Each option is defined
on the next slide.
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Lesson 4
View My Requests

All

Requests with all status values except ‘Closed’ and ‘In Cart’

Open and draft

Requests with all status values except ‘Completed’, ‘Closed’,

requests and ‘In Cart’
Request needing |Requests for which a fulfillment worker has created an entry in
attention the request's Activity Log for you to read

Recently closed
requests

Requests closed within the last (7) days, because they were
either fulfilled or rejected.

Requests closed
since last login

Requests closed since current user last accessed the Service
Request Management application

Closed requests

Requests with status of Completed, Rejected, Cancelled, or
Closed

17
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Lesson 4
View My Requests
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The Print button
My Requests B~ . > takes you to the My
¥ Request View Reports Console.
Select a new (@) My Reguests () All Requesis

Show [Al MICE: To view other

'_“-J re_quests, you may
click the down arrow

showing the number

e = ! AR T Eﬂ'll'-gm . .
Request ID:  REQO00002087651 list or click the
Submitted:  8/17/2015 3:38:41 PM -
o, arri Sholos Next/Previous arrow.
Status: Closad

Request Again | Details
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Lesson 4
View My Requests

My Requests =L

¥ Request View
Select a view (@) My Requests () All Requests

Show | Al < (a¥

<] T4 | |r) 1-40f51
Remedy/TTSM Application Conhguration
Request ID: REQOO0002099761

Submitted: 12/16/2015 2:49:24 PM
For: Carri Stokes

Status:

You can perform
various actions on a
service request
directly from the My
Requests section,
iIncluding Request
Again, Cancel and
Detalls.
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Lesson 4
View My Requests
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My Requests B- You might need to create
¥ Request View a request that is similar to
Sclectaview  ®My Requests OAll Requests a previous one that you
Show | Al HICE submitted. With the
| v |[r) 1-40f51 Request Again function
mﬂﬂmﬁﬂmm you can create a copy of
Submitted: ~ 12/16/2015 2:49:24 PM an existing request, the

Cotus: (S details of which can be
| b=mis | modified. You can copy a
request regardless of its
\ status. That is, you can
copy a draft, a submitted,

or a cancelled request.
20




Lesson 4

View My Requests

My Requests =L

¥ Request View
Select a wew (@) My Requests () All Requests

Show | Al ~|l(a¥

<] T4 || ») 1-40f51

Remedy/TTSM Apphication Conhgurabon
Request ID:  REQOOO002099761
Submitted: 12/16/2015 2:49:24 PM
For: Carri Stokes

Status: Submitted

You can cancel a request
by clicking Cancel located
below the request. When
you click Cancel, a
Message Box appears for
confirmation. After
confirming, the request
status changes to
Cancelled.
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Lesson 4

View My Requests

My Requests

¥ Request View
Select a wew

B~

@ My Requests () All Requests

Show | Al

1] T4 || ») 1-40f51
Remedy/ITSM Application Configuration

Request ID:
Submitted:
For:

Status:

-] &

REQOO0002099761
12/16/2015 2:49:24 PM
Carri Stokes

Submitted
e

Click the Details option if
you would like open your
service request to see
additional information
regarding your request.

/
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Lesson 5
Popular Links and Favorites
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: ~
( ) J
The star icon marks your favorite requests!
n Do you play favorites?
Marking a request as a favorite makes it easy to locate quickly.
E 3 After opening a request, click on the Add To Favorites icon at the
bottom of the panel and that request will be marked for future
. use. The Favorites dropdown at the top of the main pansl

expands to show all of your favorite requests, which can be
opened, added to your cart or removed directly from the list.

2900

[ Request Now | S

Popular Articles Popular Requests
Mo knowledge articles to display %4 Report an Incident

b= User ID & Password Maint

In the Popular view, you can see a list of popular
requests. You can also view a slide show of
services and other IT initiatives from CDT.
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Lesson 5
Popular Links and Favorites

Add service requests as
favorites by clicking on the

Once added, the down
arrow will show your

favorites Add to Favorites button. Once

added, the Favorites level
displays and the down arrow
shows the list of favorites you

AN have added.

Miscellaneous Non-Billable Request

Description:
Use for non-hillable requests that do not require mana
approval, Mote: Select this option only when thegsd@ ot a specific
raguest type elsewhere in the Sarvice Menu.
o4 Add to Favorites Request Now | ¥, AddTo Cart
24




Lesson 5
Popular Links and Favorites

RemedylTTSM Application Configuration
Request data updates to existing tables, menus, etc,, within the
Remedy/ITSM environment (i.e....

Request Now | Add to Cart | Remove

Report an Incident
Report an outage with an existing service

Request Now | Add to Cart | Remove

You can click on the down-arrow to see your list of favorites.
This feature allows you to save the list of service requests
that you most frequently request so that you don’t have to
search them each time to come to the SRM application. As
you can see, you can request the service by clicking Request
Now from the pop-up menu. Also, you can remove a service
request by clicking the Remove link from the pop-up menu.

25
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